
EXECUTIVE BRIEF

Move the needle with OpenText Customer 
Experience Insights 
Track, consolidate and analyze interactions to better understand customers 
and their journey

87% of shoppers begin 
their hunt on a digital 
channel—up from  
71% last year1

17% of consumers believe 
that brands care beyond 
the point of purchase2

47% will abandon a brand 
when not treated as a 
recognized customer3

29% of B2B customers 
are fully engaged and  
71% are at risk of leaving 
for a competitor4

Marketing and product teams have become the tip of the 
spear to drive digital transformation. The enormous amount 
of content marketing organizations generate is designed to 
move the needle and get customers to interact with brands 
or products. When tracked, consolidated and analyzed, 
those interactions provide insights to better understand the 
customer and their journey.
Organizations that prioritize customer experience are using journey analytics to 
become insights-driven, responsive and connected. Journey analytics takes both 
quantitative and qualitative customer data to better understand and predict behavior.

Marketing and product teams are accountable for improving customer experience 
to ensure greater customer success, satisfaction and retention by creating and 
redefining digital business models that optimize business operations at scale.

OpenText™ Core Experience Insights collects valuable data from customer 
interactions across channels, devices and applications, to map the customer journey 
and provide analysis and insight on customer behavior. This allows organizations to 
see how marketing efforts are performing throughout the entire customer lifecycle, 
from engagement and acquisition to retention and customer satisfaction.Stats Source:

1Salesforce, Nine stats about the retail customer  
  journey in 2019, April 9, 2019.
2CMO Council, Product Ownership: Lasting  
  Satisfaction or Painful Distraction?, July 2017.
3CMO Council, The Customer in Context, July 2017.
4Gallup, Guide to Customer Centricity: Analytics  
  and Advice for B2B Leaders, 2016.

https://www.salesforce.com/blog/2019/04/customer-retail-statistics.html
https://www.salesforce.com/blog/2019/04/customer-retail-statistics.html
https://www.cmocouncil.org/thought-leadership/reports/product-ownership
https://www.cmocouncil.org/thought-leadership/reports/product-ownership
https://www.cmocouncil.org/thought-leadership/reports/the-customer-in-context
https://news.gallup.com/reports/187877/b2b-report-2016.aspx
https://news.gallup.com/reports/187877/b2b-report-2016.aspx
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Core Experience Insights

Leverage data 
sources, including 

email, text, chatbots, 
social media, call center 

interactions, etc.

Capture and 
collect in a 

data lake

Map the journey: 
Visualize and 

plot customer 
interactions

Track and analyze 
event and 

interaction data

Generate 
dashboards 
and reports

 See the demo

 Join the conversation

 Keep up to date

 www.opentext.com/cxi

About OpenText
OpenText, The Information Company, enables organizations to gain insight through 
market leading information management solutions, on-premises or in the cloud. For 
more information about OpenText (NASDAQ: OTEX, TSX: OTEX) visit: opentext.com.

Connect with us:
• OpenText CEO Mark Barrenechea’s blog
• Twitter  |  LinkedIn

https://www.opentext.com/products-and-solutions/products/opentext-core-experience-insights
https://blogs.opentext.com
https://twitter.com/OpenText?ref_src=twsrc%5Egoogle%7Ctwcamp%5Eserp%7Ctwgr%5Eauthor
https://www.opentext.com/products-and-solutions/products/opentext-core-experience-insights?utm_source=cxi&utm_medium=vanity
http://www.opentext.com
https://blogs.opentext.com/category/ceo-blog/
https://twitter.com/OpenText
http://www.linkedin.com/company/opentext

